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IN THE CLAIMS: 



Please amend Claims 1, 7, 13, 14, 16, 20, 24-26, 31 and 36 as/follows: 



1 . (currently amended) A method of forecasting a faffing requirement necessary to 
handle forecasted contacts received of a contact type, the method comprising the steps of: 

propagating the forecasted contacts received in proportion to a propagation value 

assigned to each of a predetermined number of periods; and 
forecasting the staffing requirement necessary /to handle the propagated forecasted 

contacts received ; and / 
wherein one or both of the steps of propagating the forecasted contacts received and 

forecasting the staffing requirement are' performed at least in part through one or 

more processing devices . j 

i 

i 

2. (original) The method of Claim /l, wherein the propagation values are assigned to 
achieve at least one of a front-weighted cun^a back-weighted curve, a bell curve, flat curve, a 
multi-level service goal, an average speed ofanawer, and a custom distribution. 




3. (original) The method of Ctmm X wherein the step of propagating the forecasted 
contacts received further comprises: 

determining which periods can/receive allocations for the contact type, each period being 

assigned a propagation value; and 
allocating the forecasted contacts received to the current period by the substeps of: 
summing the propagation values from each period that can receive allocations; 
calculating "contacts to propagate from the past period" as the product of the 
forecasted contacts received for the past period and a service goal for the past 
period; j 

calculating "contacts to propagate to the current period" as the product of the 
"contacts/to propagate from the past period" and the quotient of the propagation 
value of^the current period divided by the sum of propagation values; and 

allocating the "contacts to propagate to the current period" to the current period. 
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4. (original) The method of Claim 1, wherein the step officiating the staffing 
requirement for the current period is performed with referen^ to "ContactsHandled," 
"AHTinSeconds," and "SecondsInStatPeriod.' 

5. (original) The method of Claim 1, wherein thtfstep of calculating the staffing 
requirement for the current period is performed according to me equation: 

c+ r> - + ( ContactsHandled x AHTirjSeconds^ 
Staffing Requirement = 1 * 



\ SecondsInStatPeriod ; 



wherein: 




"ContactsHandled" is equivalent to the "contacts to propagate to the current period"; 
"AHTinSeconds" is the average handling time for the contact type; and 
"SecondsInStatPeriod" is the length in seconds of the current period. 

6. (original) The method of Claim 5, wherein the staffing requirement is further 
divided by the quotient of a maximum occupancy goal percent divided by 100. 

7. (currently amended) \AWethod of forecasting a staffing requirement necessary to 
handle forecasted contacts received of\A6rftact type, the method comprising the steps of: 

determining whether the contoctf^e is an immediate contact type or a non-immediate 

contact type; / 
upon a determination that the/contact type is an immediate contact type, calculating the 
staffing requirement irf order to resolve the forecasted contacts within a 
predetermined amount of time; and 
upon a determination that /the contact type is a non-immediate contact type, calculating 
the staffing requirement by performing the substeps of: 
propagating the forecasted contacts received in proportion to a propagation value 

assigned to each of a predetermined number of periods; and 
calculating the stiffing requirement necessary to handle the propagated forecasted 
contacts received ; and 
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wherein one or more of the step of determining and the steps of calculating the/staffing 
requirement are performed at least in part through one or more processing devices . 

8. (original) The method of Claim 7, wherein the propagation value/ are assigned to 
achieve at least one of a front-weighted curve, a back-weighted curve, a bell curve, flat curve, a 
multi-level service goal, an average speed of answer, and a custom distribution. 



9. (original) The method of Claim 7, wherein the step of propagating the forecasted 
contacts received further comprises: 

determining which periods can receive allocations for the coij^act type, each period being 

assigned a propagation value; and 
allocating the forecasted contacts received to the current period by the substeps of: 
summing the propagation values from each period mat can receive allocations; 
calculating "contacts to propagate from the past period" as the product of the 
forecasted contacts received for the past period and a service goal for the past 
period; 

calculating "contacts to propagke /f&Aev/current period" as the product of the 
"contacts to propagate from the^^tWrtod" and the quotient of the propagation 
value of the current period divided by the sum of propagation values; and 
allocating the "contacts to propagate t^i^fcurrent period" to the current period. 



10. (original) The method of Clairfi 7, wherein the step of calculating the staffing 
requirement for the current period is performed with reference to "ContactsHandled," 
"AHTinSeconds," and "SecondsInStatPeriod." 



11. (original) The method of /Claim 7, wherein the step of calculating the staffing 
requirement for the current period is performed according to the equation: 
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Staffing Requirement = 



( ContactsHandled x AHTinSeconds 



SecondsInStatPeriod 



wherein: 

"ContactsHandled" is equivalent to the "contacts to propagate to the/current period"; 
"AHTinSeconds" is the average handling time for the contact type/and 
"SecondsInStatPeriod" is the length in seconds of the current period. 

12. (original) The method of Claim 11, wherein the staffing requirement is further 
divided by the quotient of a maximum occupancy goal percent divided by 100. 



13. (currently amended) A method for determining the total, non-immediate, 
multimedia contacts in a period within a range, comprising, fo/ each contact type and for each 
period in the range, wherein the period is a current period and each period which precedes the 
current period is a past period, the step of determining whether the current period can receive 



allocations and, upon a determination that the curr< 
for each past period affecting the current perio* 
calculating a "total contacts to propagate 
"contacts received" from the past period^ 



sub: 



. / 

»enod can receive allocations, performing 
*of: 



calculating a "contacts propagated to current pei 

h 



d" as the product of a forecasted 
"service percent" for the past period; 
the product of the "total contacts 
to propagate from past period" and the qubti^i oj a propagation value of the current 
period divided by the sum of propagation value^for all periods affected by the past 
period; and 

summing the "contacts propagated to current period" into the "total contacts to handle in 
current period" for all contact types ; and 

wherein one or more of the substeps off calculating the "total contacts to propagate from 
past period", calculating a "contacts propagated to current period", and summing are 
performed at least in part through one or more processing devices . 
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14. (currently amended) An apparatus for forecasting a Staffing requirement 
necessary to handle forecasted contacts received of a contact type, the apparatus comprising: 

means for propagating the forecasted contacts received in proportion to a 

propagation value assigned to each of a predetermines number of periods; and 
means for forecasting the staffing requirement necessary to handle the propagated 

forecasted contacts received ; and 
wherein one or both of the means for propagating the forecasted contacts received 

and forecasting the staffing requirement comprise one or more processing 

devices . 

15. (original) The apparatus of Claim 14, wherein the propagation values are 
assigned to achieve at least one of a front-weighted curve/ a back- weighted curve, a bell curve, 
flat curve, a multi-level service goal, an average speed of answer, and a custom distribution. 

16. (currently amended) The m e thod appara^is of Claim 14, wherein the means for 
propagating the forecasted contacts received further comprises: 

means for determining which period/cah receive allocations for the contact type, each 

period being assigned a propagatronVsttG^nd 
means for allocating the forecasted cl^ntaa^receLed to the current period, comprising: 
means for summing the propagation\values from each period that can receive 

allocations; j 
means for calculating "contacts to propagate from the past period" as the product of 
the forecasted contacts received for the\past period and a service goal for the 
past period; / 
means for calculating "contacts Jo propagate to the current period" as the product of 
the "contacts to propagate from the past period" and the quotient of the 
propagation value of the Current period divided by the sum of propagation 
values; and / 
means for allocating the "contacts to propagate to the current period" to the current 
period. / 

\ -6- 



ATTORNEY DOCKET NO. 
IEX 2051000 



PATENT APPLICATION 
SERIAL NO. 09/919,302 



17. (original) The apparatus of Claim 14, wherein the means for Calculating the 
staffing requirement for the current period is performed with reference to "C6ntactsHandled," 
"AHTinSeconds," and "SecondsInStatPeriod." 



18. (original) The apparatus of Claim 14, wherein the mean^ for calculating the 
staffing requirement for the current period is performed according to the equation: 



Staffing Requirement = 



ContactsHandled x AHTinSeconds^ 
SecondsInStatPeriod 



wherein: 

"ContactsHandled" is equivalent to the "contacts to propagate to the current period"; 
"AHTinSeconds" is the average handling time for the contact type; and 
"SecondsInStatPeriod" is the length in seconds of the current period. 



19. (original) The apparatus of Claim 18, wherein the staffing requirement is further 
divided by the quotient of a maximum occupancy goal percent divided by 100. 



20. (currently amended) An appari 
necessary to handle forecasted contacts received 

means for determining whether the contae 

immediate contact type; 
upon a determination that the contact type, 

calculating the staffing requirement in 




for / forecasting a staffing requirement 
type, the apparatus comprising: 



e is pn immediate contact type or a non- 
immediate contact type, means for 
to resolve the forecasted contacts 



received within a predetermined amouyl of time; and 
upon a determination that the contact type is a non-immediate contact type, means for 
calculating the staffing requirement comprising: 
means for propagating the forecasted contacts received in proportion to a 

propagation value assigned to each of a predetermined number of periods; and 
means for calculating the staffing requirement necessary to handle the propagated 
forecasted contacts received Jand 
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wherein one or more of the means for determining and the means for calculating the 



staffing requirement comprise one or more processing devices 



T 



21. (original) The apparatus of Claim 20, wherein the propagation values are 
assigned to achieve at least one of a front-weighted curve, a back-weighted/curve, a bell curve, 
flat curve, a multi-level service goal, an average speed of answer, and a custom distribution. 

22. (original) The apparatus of Claim 20, wherein the m^ans for propagating the 
forecasted contacts received further comprises: 

means for determining which periods can receive allocations for the contact type, each 

period being assigned a propagation value; and 
means for allocating the forecasted contacts received to tbfe current period comprising: 
means for summing the propagation values from each period that can receive 
allocations; 

means for calculating "contacts to propagate frbm the past period" as the product of 
the forecasted contacts received for the /past period and a service goal for the 
past period; 

means for calculating "contacts to pib 1 ta(a^t£t to the current period" as the product of 
the "contacts to propagate from me past period" and the quotient of the 
propagation value of the current/perk/d divided by the sum of propagation 
values; and 

means for allocating the "contacts ^6 propagate to the current period" to the current 
period. 

23. (original) The apparatus of Cflaim 20, wherein the means for calculating the 
staffing requirement for the current period is performed according to the equation: 



Staffing Requirement = 



( ContactsHj 



SecondsInStatPeriod 



idled x AHTinSeconds^ 



wherein: 



7 
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"ContactsHandled" is equivalent to the "contacts to propagate to the current period"; 
"AHTinSeconds" is the average handling time for the contact type; 
"SecondsInStatPeriod" is the length in seconds of the current perioc 

24. (currently amended) The apparatus of Claim 2$ ZL wherein the staffing 
requirement is further divided by the quotient of a maximum occupancy goal percent divided by 
100. 



25. (currently amended) An apparatus for calculating the total, non-immediate, 
multimedia contacts in a period within a range, comprising, fdr each contact type and for each 
period in the range, wherein the period is a current period aftd each period which precedes the 
current period is a past period, the apparatus comprising/means for determining whether the 
current period can receive allocations and, upon a determination that the current period can 
receive allocations, for each past period affecting the cui/ent period: 

means for calculating a "total contactsN^wopagate from past period" as the product of a 
forecasted "contacts received" froU tMe/past period and a "service percent" for the 
past period; 

means for calculating a "contacts propa\$ted 

"total contacts to propagate from pas/period" and the quotient of a propagation value 

of the current period divided by the/sum of propagation values for all periods affected 

by the past period; and 
means for summing the "contacts propagated to current period" into the "total contacts to 

handle in current period" for all/contact types ; and 
wherein one or more of the means for calculating the "total contacts to propagate from 

past period ", calculating a '/contacts propagated to current period", and summing 

comprise one or more processing devices . 



;o current period" as the product of the 
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26. (currently amended) A computer program product for forecasting a staffing 
requirement necessary to handle forecasted contacts received of a contact type, the computer 
program product having a medium with a computer program embodiecj/thereon, the computer 
program comprising: 

computer program code for propagating the forecasted contact^ received in proportion to 

a propagation value assigned to each of a predetermined number of periods; and 
computer program code for calculating the staffing requirement necessary to handle the 

propagated forecasted contacts receive d; and 
wherein one or both of the computer program code /for propagating the forecasted 

contacts received and calculating the staffing requirement are executed at least in part 

through one or more processing devices . 

27. (original) The computer program product df Claim 26, wherein the propagation 
values are assigned to achieve at least one of a front-weighted curve, a back-weighted curve, a 
bell curve, flat curve, a multi-level service goal, an ^verage speed of answer, and a custom 
distribution. 



28. (original) The computer /^d&am product of Claim 26, wherein the computer 
program code for propagating the forecasted c^macts^eceived further comprises: 

computer program code for determining whicm periods can receive allocations for the 

contact type, each period being assigned a propagation value; and 
computer program code for allocatingAl\e\fore^ast contacts received to the current 

period comprising: 

computer program code for summing the propagation values from each period that 

can receive allocations; / 
computer program code for calculating "contacts to propagate from the past period" 
as the product of the forecasted contacts received for the past period and a 
service goal for the past period; 
computer program code for calculating "contacts to propagate to the current period" 
as the product of the /'contacts to propagate from the past period" and the 



/ 
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quotient of the propagation value o 
propagation values; and 
computer program code for allocating 
period" to the current period. 



e current period divided by the sum of 
the "contacts to propagate to the current 



29. (original) The computer program product of Claim 26, wherein the computer 
program code for calculating the staffing requirement for the current period is performed 
according to the equation: 




Staffing Requirement = 



ContactsHandled ft AHTinSeconds 
SecondsInStatPeriod 



wherein: 

"ContactsHandled" is equivalent to the "Contacts to propagate to the current period"; 
"AHTinSeconds" is the average handling time for the contact type; and 
"SecondsInStatPeriod" is the length in sfeconds of the current period. 

30. (original) The computeVv p&Siim product of Claim 29, wherein the staffing 
requirement is further divided by the quotienfsof a maximum occupancy goal percent divided by 
100. 

31. (currently amended) A com'puter Optogram product for forecasting a staffing 
requirement necessary to handle forecasted contacts received of a contact type, the computer 
program product having a medium with a computer program embodied thereon, the computer 
program comprising: 

computer program code for determining whether the contact type is an immediate contact 
type or a non-immediate contact 1 ype; 

upon a determination that the com act type is an immediate contact type, computer 
program code for calculating the staffing requirement in order to resolve the 
forecasted contacts received within a predetermined amount of time; and 
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upon a determination that the contact type is a non-immediate contact tyjy^ computer 
program code for calculating the staffing requirement comprising: 
computer program code for propagating the forecasted contacts received in 
proportion to a propagation value assigned to each of a predetermined number 
of periods; and 

computer program code for calculating the staffing requirement necessary to handle 
the propagated forecasted contacts received ; and 
wherein one or more of the computer program code for determining and the computer 
program code for calculating the staffing requirement are executed at least in part 
through one or more processing devices 

32. (original) The computer program product of Claim 31, wherein the propagation 
values are assigned to achieve at least one of a front- weighted curve, a back-weighted curve, a 
bell curve, flat curve, a multi-level service goal, an average speed of answer, and a custom 
distribution. 

33. (original) The computer program produox of Claim 31, wherein the computer 
program code for propagating the forecasted cont^ts-iWeived further comprises: 

computer program code for determining wmen periods can receive allocations for the 

contact type, each period being assigned propagation value; and 
computer program code for allocating the/forecasted contacts received to the current 
period comprising: / \ J 

computer program code for summing the propagation values from each period that 

can receive allocations; / 
computer program code for calculating "contacts to propagate from the past period" 
as the product of the forecasted contacts received for the past period and a 
service goal for the past period; and 
computer program code for calculating "contacts to propagate to the current period" 
as the product of the "contacts to propagate from the past period" and the 
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quotient of the propagation value of the current period divided by/the sum of 
propagation values. 



34. (original) The computer program product of Claim 31, whej 
program code for calculating the staffing requirement for the current 
according to the equation: 



'em 



eriod 



the computer 
is performed 



Staffing Requirement = 



ContactsHandled x AHTinSeconds^j 
SecondsInStatPeriod J 




wherein: 

"ContactsHandled" is equivalent to the "contacts to propagate to the current period"; 
"AHTinSeconds" is the average handling time for the contact type; and 
"SecondsInStatPeriod" is the length in seconds of the current period. 



35. (original) The computer program product .of Claim 34, wherein the staffing 



imum occupancy goal percent divided by 




requirement is further divided by the quotient of a 
100. 



36. (currently amended) A computer prd^Mm product for calculating the total, non- 
immediate, multimedia contacts in a period within a/range> for each contact type and for each 
period in the range, wherein the period is a currenypenod and each period which precedes the 
current period is a past period, the computer program product having a medium with a computer 
program embodied thereon, the computer program comprising: 

computer program code for determining whether the current period can receive 
allocations and, upon a determination that the current period can receive allocations, 
performing for each past period affecting the current period: 
computer program code for calculating a "total contacts to propagate from past 
period" as the product of a forecasted "contacts received" from the past period 
and a "service percent" for me past period; 
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computer program code for calculating a "contaefspropagated to current period" as 
the product of the "total contacts to/propagate from past period" and the 
quotient of a propagation value ^ the current period divided by the sum of 
propagation values for all^rjofls affected by the past period; emd 



computer program code f< 

into the "total contacts/^ 
wherein one or more / o^ 



current period", and si 
processiriedevices . 




the "contacts propagated to current period" 
current period" for all contact types , and 
le^mputer program c ode of calculating the "total 



KuVin i 



contacts to proriagate^m past period", calc u lating a "contacts propagated to 



ing are performed at least in part through one or more 
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